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The thesis focuses on identifying the definition and importance of employee 
motivation at a resort as well as suggesting methods to motivate this valuable 
capital. The commissioner of this study was InterContinental Danang Sun 
Peninsula Resort (ICDN) in Vietnam, one of the best luxurious resorts in the 
world. The company has obtained numerous awards and human capital is one of 
the factors contributing to the success of the company. Therefore, ICDN was 
chosen for a case study and the commissioner of the thesis to discover the ways 
ICDN has managed its human capital and motivate its employees. 
Numerous kinds of literature on employee motivation, demotivation, methods of 
motivating employees, and employee motivation based on demographic factors, 
as well as the impact of the organizational structure on the motivation were 
studied. The research questions were how important employee motivation is at a 
big resort and how to retain this valuable capital in a competitive market.  
The main research methodology was qualitative research methodology. A semi-
structured interviews with six participants were conducted. The interviewees had 
different backgrounds. Two were managers and others were employees. The 
answers to the interview were compared to find the best solutions in policies and 
benefits in terms of employee motivation.  
There was a variety of motivations being presented in this thesis. Thanks to the 
support of the commissioner, the responses from the interview were successfully 
collected and they contributed to the end result of the study. At the end of the 
thesis, the survey of the InterContinental Hotels Group was used to illustrate the 
percentage of the employees’ engagement from 630 respondents who are 
working at ICDN. It helps to consolidate the validity and reliability for the results 
of this research.  
However, the opinions between managers and employees are not different. Most 
of the employees feel satisfied with the benefits at ICDN. Also, being a trainee in 
the Human Resource Department helps the author have a big picture and 
personally experience the policies in the business. 
Key words motivation, demotivation, hospitality, research, Vietnam 
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SYMBOLS AND ABBREVIATIONS 
 
ICDN InterContinental Danang Sun Peninsula Resort 
IHG  InterContinental Hotels Group  
SOP  Standard Operating Procedure 
SWOT Strengths, Weaknesses, Opportunities, and Threats 
JD  Job Description 
HOD  Head of Department 
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1 INTRODUCTION 
Numerous factors that bring success for business include excellent products and 
services, efficient processes, and outstanding strategies. Off all them, people 
play an imperative role in contributing to a company’s development. Even, there 
was an article named “The Human Element: Your Most Important Business 
Resource” (Ferres 2015) in order to emphasize the importance of human 
resource in a business. It is believed that human capital is an indispensable 
component when the business plans, reviews, manages and makes decisions in 
all strategies. Human capital leads to the success or the failure of an organization 
in all industries, especially in the hospitality industry. This field is much more 
crucial when human interactions are required in delivering the best experiences 
for customers. As stated by research, it is said that human being is a factor in the 
competitiveness and quality of the hospitality industry. The guests’ experiences 
depend on the staff of the business when the experiences are delivered through 
services that are intangible and implemented by a human. (Bulatović, Đurašević, 
& Stranjančević 2016.) Acknowledging the importance and influences of human 
capital in the hospitality industry, the business needs to find the methods to create 
motivation so that it is able to encourage and maintain the loyalty of the 
employees. 
Motivating the workforce helps to ensure they enthusiastically bring their efforts 
each day and help the company meet its sales and performance goals (Craig 
2017). Furthermore, the high salary and good positions even are not the 
conditions to maintain the employees. However, hotels-food-hospitality is one of 
the top 5 most attractive industries rated by talents besides their current field 
(Thanh 2019). This thesis aims at giving the definition and the essence of 
motivation in business and exploring the methods to motivate as well as maintain 
the human capital. In order to understand the motivation of employees in a resort, 
various pieces of literature discussing the definition of motivation, the description 
of a resort, the employment typologies at a resort, and the importance of 
motivating the workforce in the hospitality industry have been studied.  
The research questions in this thesis are related to the essence of employees’ 
motivation in a resort in Vietnam and the ways of maintaining this valuable capital. 
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In specific, the questions are: how important employee motivation is at a large-
scale resort and how to retain this valuable capital in a competitive market. The 
main used research methodology for this thesis has been the qualitative research 
methodologies including semi-structured interviews and participant observation. 
In particular, interviews are conducted with managers and employees while 
participant observation was implemented by the personal experience of the 
author when being a trainee at the resort. The results are believed to be helpful 
in more deeply understanding the motivations of different types of staff at a resort 
and maintaining this valuable capital. However, there are some limitations when 
conducting this thesis. They include the number of participants in the semi-
structured interviews and the definitions of motivations. In specific, only six 
interviewees participated in the interviews. As a result, the results cannot cover 
the big picture. Also, the definitions of motivations are fairly the same. The author 
made a decision to choose some to deeply analyse instead of using all definitions 
so that the content would not be repeated. 
The commissioner of this thesis is InterContinental Danang Sun Peninsula Resort 
which is located in Da Nang city, Vietnam. The owner is Sun Group which is a 
Vietnamese group. However, it is one of the resorts under the management of 
InterContinental Hotels Group (IHG) in Vietnam. The mission of IHG is to create 
Great Hotels Guests Love by providing True Hospitality for everyone and its 
vision is to become one of the world’s great companies (Comparably 2020).  
InterContinental Danang Sun Peninsula resort has achieved many awards 
including Asia’s Leading Green Resort 2018, Vietnam’s Leading Luxury Resort 
2018, The Best Resorts in Asia by Condé Nast Traveler Readers' Choice Awards 
2019, and among “The 100 Hotels in the World” by Travel + Leisure World’s Best 
Awards 2019 (InterContinental Danang Sun Peninsula Resort 2020). The author 
believes that this resort is considered as an excellent case study to conduct the 
research question for this thesis. It helps to understand human capital which is 
one of the main factors contributing to the success of the organization. 
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2 COMMISSIONER: INTERCONTINENTAL DANANG SUN PENINSULA 
RESORT, VIETNAM 
InterContinental Danang Sun Peninsula Resort (ICDN) was established on June 
1, 2012. It is located in Son Tra Peninsula of Danang which is known as Monkey 
Mountain. This business is one of the resorts under the management of 
InterContinental Hotels Group (IHG) in Vietnam. It is about a 30-minute drive from 
Danang International Airport. In terms of the design, it is known as where myth 
meets luxury. It is also a vision of InterContinental Danang Sun Peninsula Resort. 
Bill Bensley is the designer of the resort. As the information on the resort’s 
website, the architect spent years visiting Vietnam’s Buddhist temples, palaces, 
and imperial towns as well as modest villages to acquire the resort’s unique 
architectural vocabulary (InterContinental Danang Sun Peninsula Resort 2020). 
Customers, particularly international guests, would be surprised when they visit 
the resort because of the combinations of the tradition and modern in Bill 
Bensley’s design. High-income people are their target customers. 
In specific, interiors at the ICDN resemble Vietnamese temples with hanging 
lanterns, ornately carved candle stands and temple motifs like dragons, 
elephants, lions, and the lotus flower. Besides, the wealth of indigenous 
Vietnamese shapes, such as wood-spindled temple windows and the silhouetted 
form of the traditional Hoi An lanterns, are recognized in all rooms of the resort. 
Furthermore, ceramic bricks from the traditional craft village of Bat Trang line the 
walls of Club Peninsula Suite. Even the in-room minibars were inspired by the 
tiny-drawered cabinets of traditional Vietnamese pharmacies found in Hanoi. 
(InterContinental Danang Sun Peninsula Resort 2020.) When customers search 
the image of the resort on the Internet, they can be attracted by the modern 
design of the resort. Nevertheless, when they go inside, they are able to more 
understand the traditional culture and design of Vietnam.  
As described above, ICDN is managed by IHG, one of the world’s leading hotel 
companies, with 400,000 employees working across more than 100 countries to 
deliver True Hospitality for everyone (IHG 2020). In terms of people working at 
IHG, there are five values that guide employees to make sure that they can learn 
and grow. These factors include “do the right thing, show we care, aim higher, 
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celebrate differences, and work better together” (IHG 2020). These create the 
culture of the business. It is also a culture of ICDN. 
According to personal experience when working at ICDN, “do the right thing” 
refers to remind employees about their responsibilities. They have to do tasks in 
the right way, especially when they serve the customers who spend a lot of 
money staying at the luxurious resort. Secondly, “show we care” means workers 
need to take interest in their colleagues. They need to support co-workers if 
needed. All departments have to cooperate in order to deliver the best 
experiences for customers. For example, the front office department would 
collaborate with the food and beverage department or housekeeping department 
when customers come to take their rooms and have meals. Furthermore, “aim 
higher” is to encourage employees to grow and develop their career paths. The 
company always prioritizes the growth of staff. Therefore, employees who make 
their effort to improve their skills and knowledge in their careers are fostered. 
Another value is that “celebrate difference”. It means that employees in this 
industry have different backgrounds and nationalities. In particular, IHG is a 
global working environment. Therefore, employees need to show their respect for 
various cultures. There is no discrimination in the workplace. Last but not least, 
“work better together” is fairly similar to show we care. It means that cooperation 
among employees is needed.  
These values play a vital role at ICDN. As a result, all new employees are taught 
during the first three days. It is called orientation days. On these days, people 
have to attend classes, and heads of departments would be the teachers. They 
will have opportunities to have a resort tour and acknowledge the functions of 
each department at the resort. It is believed that knowledge is offered for all 
employees is necessary. They will not meet any mistakes when the customers 
have questions.  
The reasons why this thesis researches employee motivation at InterContinental 
Danang Sun Peninsula Resort are its scale and its management policies. 
Definitely, with the big resort, like ICDN, the number of employees is huge. 
Therefore, in order to be successful, the company has to excellent management 
policies, particularly the methods on how to motivate employees so that it enables 
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to retain this valuable capital. It is believed that ICDN is completely useful for this 
study to more understand the human resource management in the hospitality 
industry, particularly with the large-scale business. This topic is considerately 
sensitive. However, the commissioner is always willing to support throughout the 
thesis process.  
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3 EMPLOYEE MOTIVATION 
3.1 Concepts of Motivation 
The thesis aims at acknowledging the motivation of employees. Therefore, it is 
necessary to understand the concept of employee motivation first. Numerous 
authors have described this definition over the years. Motivation refers to the 
willingness of individual members to set and accept challenging goals and to take 
responsibility, their involvement in work, and their job satisfaction (Sarma 2008). 
Furthermore, motivation is defined as a psychosomatic process that directs a 
person to behave and react in a way that helps them to satiate certain unfulfilled 
needs (Latham 2012).  
According to the research conducted in 2011 by Kovach, it can be shown that the 
answers of employees and supervisors are different in terms of motivation 
(Kovach 2011). It again proves that it is important to conduct research on what 
drives the employees so that the business is able to gain achievements based on 
this valuable capital. Besides, this concept is rather difficult to be deeply defined. 
In specific, the most popular answer from employees is interesting work. It means 
that the workers have to feel happy and gain job satisfaction at work. However, 
the interesting work concept is not the same among people. Take money as an 
example. This factor can be interested in some people. On the contrary, other 
people do not prefer money, instead of being interested in a working environment 
(Kovach 2011).  
There are ten qualities employees want in their job. They include working for 
efficient managers, thinking for themselves, seeing the end result of their work, 
being assigned interesting work, being informed, being listened to, being 
respected, being recognized for their efforts, being challenged, and having 
opportunities for increased skill development. (The Public Agenda Foundation 
1983, as cited in Dell 1993.)  These factors are also considered as motivations 
for employees to make a commitment to the business.  
Among different definitions of various authors, the one created by Maslow and 
Herzberg is consistently mentioned. Employee satisfaction is connected with five 
levels of need, which was first described by psychologist Abraham Maslow in the 
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1960s (Dell 1993). As stated in the Maslow’s Need Hierarchy Theory of 
Motivation (Figure 1), the five levels of need consist of physiological needs, 
safety, and security needs, social needs, esteem needs, and self-actualization 
(Sinha 2020). 
Figure 1. Maslow’s Hierarchy of Needs (McLeod 2020) 
Figure 1 describes these five levels from the lowest to the highest order. To be 
more detailed, physiological needs are the basic needs of human beings. Food, 
drink, air, cloth, and shelter generally belong to this group. Although these factors 
are basic, it plays a vital role when it basically meets the employees’ demand at 
the very first step. After being met that needs, people would like to be free from 
threats of physical and psychological harm. In the third stage, people would like 
to be recognized and accepted by others. That is a social demand. In order to 
avoid loneliness, people would like to be accepted and loved by other people. 
These demands include love, acceptance, and belonging. (Cherry 2019.) With 
reference to esteem needs, this indicates self-confidence, achievement, 
knowledge, and independence. As a result, the business enables to provide 
respect, reputation, and status to employees. Last but not least, at the highest 
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level, it refers to self-fulfilment. This statement can be fulfilled when the business 
employees contribute to achieving success. (McLeod 2020.) 
Herzberg’s Theory of Motivation is also known as the Two Factor Theory (Table 
1). There are two main factors including motivators and hygiene factors. 
Specifically, motivators relate to the factors encouraging employees to work 
harder while hygiene factors refer to the aspects not motivating them when they 
are not present (Expert Program Management 2020). 
Table 1. Two Factor Theory of Motivation (Expert Program Management 2020). 
 
Table 1 illustrates two components in the theory. In detail, motivating factors 
comprise achievement, recognition, the work itself, responsibility, advancement, 
and growth while hygiene components consist of company policies, supervision, 
relationships, work conditions, salary, status, and security. When motivators 
increase, it helps the employee job satisfaction grow up. On the other hand, poor 
hygiene factors decrease the job satisfaction of staff.  
Understanding these various concepts, the organization can satisfy the 
employees to that it is able to engage its workforce which plays an essential role 
in the success of the business, especially in the hospitality industry. The purpose 
of motivation is to create conditions in which people are willing to work 
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enthusiastically with a sense of responsibility, loyalty, and discipline (Sarma 
2008). As a consequence, it is necessary to recognize the concepts of motivation. 
3.2 Types of Motivation 
As stated in Personnel and Human Resource Management, there are numerous 
types of motivation. It is usually a contrastive couple. For instance, it includes 
positive and negative motivation, extrinsic and intrinsic motivation, or economic 
and non-economic motivation (Sarma 2008). In order to fully implement the 
motivation for the workforce in business efficiently and effectively, understanding 
these concepts is necessary and important and how these work in the working 
environment.  
Human beings are naturally motivated towards rewards and away from pain. 
Based on this information, there are two methods to motivate employees (Parvez 
2014). In specific, positive motivations comprise praise and credit. It means that 
when employees gain an achievement, the business would give them an 
appreciation and a reward. That can be immediate or distant; however, that would 
be a reward for employees to try hard. On the contrary, negative motivation is a 
component staff would like to avoid punishment. This factor is a complete contrast 
with positive factors that offer personnel an honour. For example, people do 
exercise in order not to be obese. That is a negative motivation. People must 
prevent that illness. In the working environment, positive motivations refer to 
bonus, the best employee of the month or of the year reward, and a trip while 
negative motivations are identified as being fired, or deduction of wages.  
With regard to extrinsic and intrinsic motivations, these concepts are pretty 
popular. Extrinsic motivations are related to external factors while intrinsic 
encouragements are concerned with the feeling of having accomplished 
something worthwhile (Sarma 2008). These two definitions are different. These 
examples can be described to make them more transparent. For instance, people 
prefer to receive tangible rewards such as bonuses, paycheck, or salary; 
sometimes, they can be intangible like praise or appreciation in relation to intrinsic 
motivations. Moreover, when people feel delightful after gaining achievement in 
their career. Another example is that they are able to learn new skills and develop 
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themselves. These aspects contribute to their self-esteem and sense of well-
being. Obviously, the highest level, according to Maslow’s Hierarchy of Needs, is 
fulfilled at this moment. The differences between extrinsic and intrinsic 
motivations are longevity and satisfaction (MasterClass 2019). It is believed that 
intrinsic motivation is suitable for the long run while external motivation is helpful 
in the short-term.  
Last but not least, the motivations are also divided into economic and non-
economic factors.  With reference to economic elements, they obviously in 
relation to money include salary rates, bonuses, profit-sharing. In contrast, non-
economic motivators are connected with praise, status and pride, and quality of 
work-life (Sarma 2008). As described above, it is seen that there are various 
types of motivations in working life. Understanding these concepts plays a vital 
role in effectively applying them to human resource management. 
3.3 Benefits of Employee Motivation in Workplace  
A diversity of benefits from motivating employees is recognized in all industries. 
The hospitality industry is not an exception. According to Recruiting Specialist, 
motivating employees is essential to any business, particularly in the hospitality 
industry. A motivated workforce is able to bring the values for the business 
because they are highly productive staff. This also helps to increase productivity, 
lower turnover, and improve the overall performance of the company (Recruiting 
Specialist 2020). Furthermore, thanks to employee motivation, the business 
enables us to gain a number of advantages. They consist of improving 
performance level, changing the indifferent attitudes, reduction of employee 
turnover, and healthy corporate image (Maniksaly 2020).  
Highly motivated employees are considered to be the most reliable and valuable 
assets to the business. Since motivated employees work whole-heartedly, it 
brings effectiveness and efficiency and minimizes waste and cost (Maniksaly 
2020). In addition to those factors, learning, and discipline, according to Chand, 
are benefits of motivation in an organization. In specific, motivation stimulates 
interest and the attitude of willingness to learn. Also, motivation promotes self-
discipline at a positive level. Committed workers discipline workers when they 
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feed motivated. (Chand 2020.) They believe that they can go further in their 
career when they have motivation at work. This leads to the self-discipline and 
commitment of employees.  
Besides, as stated in the article, only 13% of employees are engaged at work 
(Crabtree 2013). Acknowledging the importance of employee motivation affects 
the success of the business. There are several reasons why employee motivation 
is vital. Apart from the benefits abovementioned, improved employee satisfaction, 
and ongoing employee development are described in the study of Heryati. 
Employee satisfaction is able to lead towards a positive growth for the company. 
In addition, motivation stimulates employees to reach their goals. (Heryati 2020.) 
When they achieve their objectives, they would feel to get more. Then, they would 
make an effort to work. It definitely contributes to the development of the 
company. In particular, people working in the hospitality industry always directly 
interact with customers. Indeed, motivated employees are able to bring the best 
experience and make guests happy during their trip. 
3.4 Concepts of Demotivation  
Being demotivated means when people feel as though they have no direction 
and, although people are not getting any enjoyment and no urgency or drive to 
make the effort to change their situation. (Buckley 2020.) According to Choksi 
who is Human Resource Manager at iCreative Technologies & Aktiv Software Pvt 
Ltd, demotivation is contagious (Choksi 2018). It means that when the employees 
feel unsatisfied at work, other employees can be affected.  
Based on the research of Matejun and Debska, there are a variety of behaviours 
impacting on employees’ motivation. They are divided into two main categories 
including motivating behaviours and demotivating behaviours (Table 2).  
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Table 2. Behaviours Motivating and Demotivating Workers (Matejun & Debska 
2010) 
 
Table 2 shows diverse methods in motivating and demotivation management 
team should recognize. This helps to compare motivating and demotivating 
components so that the managers can prevent them from making their 
employees upset. In specific, the workers’ job satisfaction is caused by the 
following issues such as flexible working time, praises, being trained (Matejun & 
Debska 2010). This is fairly the same as the ideas of workers in reference to the 
interesting work mentioned in the study of Kovach above. 
Other demotivation elements are lack of flexibility, short-term objectives with no 
career vision, feeling under-valued, and no development opportunities. (Page 
2020.) Indeed, this impacts the spirit of employees. They may wonder why they 
have to work in this business when their achievements and contributions are not 
recognized or when they cannot improve themselves in the working environment. 
Particularly, in hospitality, demotivated employees cannot provide memorable 
experiences for customers since they even are not happy at work. This leads to 
failure for the organization. 
It can be seen that except for making research on how to motivate employees, 
the management team must acknowledge what makes the workforce 
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demotivated. As presented, if the employees do not feel satisfied with their tasks 
or they cannot see the clear vision in their career path, they will absolutely find 
another company that enables them to offer the opportunities for them. The 
managers realize the problems as soon as possible, they can retain this valuable 
capital. 
3.5 Approaches to Improve Employee Motivation 
There are a number of methods motivating employees in the workplace. It is 
believed that understanding the concepts of motivation and demotivation as well 
as their factors is a basis for reaching solutions. Again, as stated in Maslow’s 
Hierarchy of Needs, self-fulfillment is the highest level. It is shown that need is 
what people actually want to accomplish, the reason why people always try their 
best. It is a lasting motivation.  
Giving recognition, giving respect, making work interesting, providing 
opportunities, and offering training growth are considered as a few steps to 
inspire employees in the business. (Khera 2018.) Furthermore, improving 
communication is an excellent way to motivate employees. However, it should be 
a two-way conversation (Bradberry 2016). In specific, some managers think that 
they are good at communication; however, they do not recognize that they are 
making one-way conversation. It means that they just give their ideas or 
recommendations, and they do not actually listen to others’ opinions. Another 
circumstance is that when they listen to their staff, they do not give any feedback. 
They think they are good listeners. Moreover, when they assign tasks, their 
workers lack information about the projects since the managers do not give a 
clear direction. This absolutely leads to demotivation of employees. As a result, 
the managers need to listen to the voice of staff and also give feedback so that 
the employees can improve and grow more and more. It helps staff have a clear 
vision in their career path. 
Work-life balance is also one of the factors the employees are interested in. 
Especially, in the hospitality industry, it is a 24-hour service. Additionally, people 
have to work on holidays when other people working in other industries enjoy 
their vacation. They cannot spend their time with their family. In order to create 
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work-life balance at work, managers need to know what their employees are 
striving for (Santilippo 2020).  
Obviously, there is a variety of approaches to motivate employees. Researching 
motivation is useful for all businesses including the hospitality industry so that it 
can retain the human capital and reduce the turnover monthly.  
3.6 Concepts of Organizational Structure 
The business image can be shown through its organizational structure. It is also 
known as the organizational chart which demonstrates the relationship between 
management and employees. It depicts the hierarchy by placing managing 
departments or people above their subordinates. (Morley 2020.) It also clarifies 
the employees at all levels of a company (Kampini 2018). It improves operation 
efficiency when all people acknowledge what they should concentrate on. 
Particularly, departments are able to recognize what they need to do on their 
tasks and who would be responsible. Then, it saves time and energy, as well as 
creates productivity at work.  
There are numerous benefits of building an excellent organizational structure. 
The communication is improved thanks to the flow of the information. Employees 
easily recognize whom they need to report when the problems happen. At the 
same time, it means that the reporting relationships are apparent. The staff 
acknowledge their responsibilities and to whom they are accountable. It also 
helps the management team to be easier to supervise and follow the tasks of the 
lower organization levels. Furthermore, the organizational structure supports the 
business to designate the right people in the right positions. It enables to suggest 
weak spots in the company’s current situation. Then, the business can 
immediately find the solutions. (Hill 2019.) 
A good organizational structure helps employees to have clearly defined roles 
(Kampini 2018). Besides, it guides all employees by laying out the official 
reporting relationships that govern the workflow of the company. The company’s 
structure makes it easier to add new positions and offer a flexible and ready 
means for the growth of employees. (Ingram 2019.) It is useful for employees to 
21 
 
see their clear vision and development in business. Then, it stimulates their 
motivation at work.  
3.7 Concepts of Different Types of Employment Contract 
Unlike other industries, there are many types of employment contracts including 
permanent, permanent casual, outsourcing, zero-hours contracts, and trainee. 
With different contracts, they have different benefits. Understanding each feature 
of these contracts can help managers how to motivate them in different ways.  
The permanent employee is defined as an employee who has been hired for a 
position without a pre-determined time limit (Business Dictionary 2020). 
Permanent casual are people who have a 6-month contract. Permanent casual 
usually replace permanent employees who are on their maternity leave. 
Furthermore, outsourcing refers to the business practice of hiring a party outside 
a company to perform services and create goods that traditionally were 
performed in-house by the company’s employees and staff (Twin 2019). Zero-
hours contract is related to people who work without any employment contracts, 
but they are called to work when the business needs. Last but not least, a trainee 
is a person who is being taught how to do a particular job (Oxford Learner’s 
Dictionaries 2020).  
Each employment contract has different benefits. In specific, a permanent 
employee has full rights and gain all benefits of the company while permanent 
casual do not have all. Definitely, both daily casual and trainee do not have any 
internal benefits. Therefore, managers cannot apply a fixed method to motivate 
all types of employees. They have various desires. Acknowledging what they 
prioritize in their work helps the management team find solutions in managing 
human capital in the organization.   
3.8 Employee Motivation Based on Demographic Perspectives 
Different people are motivated by various factors in a business. They all have 
different needs and wants, as well as priorities based on demographic aspects 
including age, gender, and educational background. Some employees are 
interested in salary while others focus on being promoted to get the self-fulfilment. 
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Therefore, managers need to acknowledge the characteristics of each aspect of 
the demographic group. Then, they are able to design and offer appropriate 
policies, benefits, and programs with regard to employee motivation in the 
company.   
Age is one of the factors the business needs to consider. Understanding the 
needs and wants of each generation helps to boost employee motivation when 
the company is able to respond to the employees’ demands accurately. The 
young generation is ambitious, self-confident, and well-educated, skilled in 
technology, able to multi-task, as well as have plenty of energy. (Gilbert 2011.) 
Besides, they want clear goals, rewards, and personal challenges (CMO.com 
Team 2020). On the other hand, the old generation is interested in financial 
issues. Furthermore, they embrace work-life balance rather than being 
workaholics. They are also open, direct, and honest. They do not think much 
about niceties. (Schnitzer & Fabiano 2019.) 
Furthermore, the needs and wants of men and women are different in the 
workplace. The women usually lack confidence or a lower perception of their skills 
and they sometimes find difficult to gain the necessary skills and experience 
(Ashley-Timms 2013). Besides females concerned the relationship, and they are 
willing to learn and cooperate (Hitka, Kozubíková, & Potkány 2017). Therefore, 
training and working environment are necessary components for motivating this 
type of gender. Men, on the other hand, prefer challenges and power. Also, they 
have higher expectations and self-confidence. Salary and job security are also 
their interests. (Hitka, Kozubíková, & Potkány 2017.)  As a result, empowerment 
and promotion are considered as factors motivating them.  
Last but not least, in terms of educational background, employees having an 
excellent educational background would like to achieve a high position in the 
business. Therefore, being promoted and trained are incentives to this target 
group. In contrast, the employees who have a high school diploma or do not 
graduate from their school, usually are manual labours. They desire to have a 
stable job and salary for their living. It can be seen that non-economic 
components can stimulate the motivation of the young generation while the 
economic motivation would be the needs of the older.    
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4  THESIS PROCESS AND METHODOLOGY 
4.1 Thesis Process 
The thesis concentrates on identifying employee motivation and emphasizing the 
importance of employees in the business. Therefore, the study can help not only 
to widen the author’s knowledge but also to give some practical suggestions for 
the commissioner. Nonetheless, the topic was fairly sensitive. It was difficult at 
the very first time. Thanks to the enthusiastic support of the supervisors and 
commissioner, the thesis process was smoother. 
To acknowledge the employee motivation and its importance, numerous kinds of 
literature were studied. At first, two research methodologies that had been 
employed included the qualitative research method and a quantitative research 
method. However, the survey was not convincing enough. As a result, the author 
decided to only use qualitative research and deeply analyse the results of the 
interview instead of using both research methods. Besides, in order to make the 
statistics to be more persuasive, contact the commissioner to collect more data 
was conducted then.  
The idea of the research was to analyse the background information of the 
commissioner as well as describe the policies and benefits of employees. The 
SWOT analysis tool was used to identify the components including strengths, 
weaknesses, opportunities, and threats of the commissioner were used. From 
those factors, the solutions to improving employee motivation were suggested.   
4.2 Qualitative Research Methodology 
4.2.1 Qualitative Methodology 
As stated in QuestionPro, qualitative research is defined as a method in order to 
collect data through open-ended and conversational communication. A lot of 
methods in relation to qualitative research comprise one-on-one interviews, focus 
groups, ethnographic research, case study research, and observation. (Bhat 
2020.)  
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The qualitative research methods bring various advantages for the study. It can 
provide insights that are specific to an industry (Gaille 2018). Indeed, when using 
one-on-one interviews, for example, for conducting research, the researcher is 
able to deeply ask the interviewees when needed. Take observation as another 
example to illustrate the benefit of qualitative methodology. Participant 
observation is a method the researchers would experience by themselves as a 
member of the targeted group. It leads to the quality of the data. The information 
collected was valuable when the researchers not only interact with other 
members of the target but also put themselves into that experience. 
For those reasons, the qualitative research method was chosen for this thesis. 
Specifically, the semi-structured interviews and participant observation were 
suitable options. The semi-structured interviews were conducted to collect the 
opinions of managers and employees about the employee motivation while the 
participant observation was utilized to analyse the personal experience of the 
author when being a trainee at ICDN. It is believed that the gained results would 
be valuable for both the author and the commissioner.   
4.2.2 Semi-Structured Interviews 
Semi-structured refers to a meeting in which the interviewer does not need to 
follow the order of the questions strictly (Doyle 2019). It can be changed 
depending on the situation and the reaction of the respondents. The advantages 
of the interview are in-depth analysis, selection of the suitable candidate, and 
flexible; however, it is time-consuming (The Business Communication 2020). In 
order to deeply acknowledge the desire of different types of employees as well 
as the opinions of the management team, the interview is the most reasonable 
option. 
The theme interviews were designed in order to acknowledge the opinions of 
respondents as well as their needs and wants in relation to employee motivation 
at InterContinental Danang Sun Peninsula Resort. The interviews were 
conducted in English with six people working from different departments at ICDN. 
Two of them were managers and others were employees.  
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The interview lasted from 20 to 30 minutes due to the personal schedule. 
Besides, it was semi-structured interviews. It means that the orders of questions 
were not the same as the question form in Appendix 1. It depended on the 
responses and also the feeling of the interviewees. Some questions could be 
added and expanded after answering of the respondents.  
The purpose of the questions in the interview is to discover how people identify 
employee motivation and what they think the approaches to motivate employees 
based on managers' and employees’ perspectives. Besides, to be more practical, 
the opinions and thoughts of the workforce were discussed. Through the ideas of 
staff, the researcher was able to deeply understand the strategy in terms of 
human resource management at ICDN, as well as acknowledge whether that 
management system works effectively and efficiently or not. 
4.2.3 Participant Observation 
Participant observation is a method to collect data. It requires active looking and 
listening, improving memory, informal interviewing, writing detailed field notes, 
and perhaps most importantly, patience (Dewalt & Dewalt 2011, Preface). 
Furthermore, this research method allows the researcher to learn about the 
activities of the people understudy in the natural setting through observing and 
participating in those activities (Kawulich 2005).  
There are numerous advantages of this research method including validity, 
insight, flexibility, and practical benefits. (Gaille 2020.) In specific, when being a 
member of the targeted group, the researcher is able to get a personal 
experience, interact with other members in the group, and obtain valuable 
insights. The results would become valid and reliable information. The participant 
observation research method helped the author to collect the data utilized in 
Chapter 5 of this thesis.   
The reason for choosing this method is that the author had an opportunity to be 
a trainee at ICDN. It means that the author completely experienced and observed 
the operation of the business, even was able to participate in motivating 
employees when working in the Human Resources Department. As a 
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consequence, with personal experiences, this method was extremely useful for 
this research from the insider’s perspective of the author.  
4.2.4 Reliability and Validity 
Reliability means how consistently a method measures something while validity 
refers to how accurately a method measures what it is intended to measure 
(Middleton 2020). These factors are relevant to each other. It means that when 
the method is reliable, it will be valid. In contrast, if the method is not reliable, the 
result cannot be valid. However, in the research, reliability, and validity play an 
essential role. They can be assessed by the repeated results all over the time 
and the unification between the theory and practice.  
It is believed that the thesis responded to reliability and validity. In specific, the 
interview questions are appropriate for searching for answers. The results from 
the interview were credible because the author considered not only employees’ 
perspective but also managers’ opinions. It helped to deeply understand the 
motivation and propose the appropriate solutions when having a comparison of 
two different levels in the organization. Obviously, the results and conclusion are 
helpful for the purpose of the thesis and also the commissioner. The viewpoints 
from the thesis can be the foundation for proposing improvement ideas for the 
organization’s policies. 
Moreover, the participant observation method contributes to the validity and 
reliability of the study. The author experienced the benefits of the business when 
being a trainee at ICDN. Furthermore, the author obtained a lot of knowledge and 
skills in terms of human resource management in practice when working in the 
Human Resources Department. The collected data is absolutely reliable and 
definitely, the solutions are considered and suggested based on that information.  
4.3 SWOT Analysis Tool 
The SWOT analysis tool is applied in this thesis. In specific, SWOT stands for 
Strengths, Weaknesses, Opportunities, and Threats. The purpose of utilizing 
these tools is to develop the strengths of human resources management and find 
the threats as well as give solutions for the imperfect problems. Analysing the 
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details is beneficial for the commissioner since it brings positive approaches and 
results for the long term. The template of this tool is attached in Appendix 2. 
The reason for choosing the SWOT analysis tool is this tool helps to recognize 
not only the strengths but also the threats. As a result, the business is able to not 
only develop its advantages but also find solutions based on the threats. Besides, 
it can maximize its response to opportunities and improve the weaknesses. 
(Juneja 2020.) This tool is suitable to analyse the situation of ICDN which is a 
large-scale company.  
Furthermore, SWOT is used to assess a business venture (Nishadha 2019). The 
objective of this thesis is to not only make a research about employee motivation 
in a resort but also give some suggestions and improvements to motivate 
employees. Therefore, the SWOT analysis tool is extremely useful in developing 
a full awareness of all the factors involved in making a business decision (Skype 
Schooley 2019).  
4.4 Limitations 
Some limitations during the process thesis happened. The number of 
interviewees was only six people. In which, two people were managers and 
others were employees. Because of the characteristics of the hospitality industry, 
they are extremely busy and they have to work continuously to operate the 
business smoothly, particularly when the business has high occupancy. The 
disadvantage of the interview was time-consuming. Therefore, it met the difficulty 
of inviting more people to participate in the interview. The results do not show the 
big picture; however, the two main segments including managers and employees 
already joined in the interview. It can be seen that the outcome was an illustration 
of the thoughts from different levels in a business and the information was deeply 
explored. 
Another limitation is the definitions concerning the types of employee motivation. 
There are some same factors between the two terms. In specific, economic 
motivation is fairly the same as extrinsic motivation while non-economic 
motivation is not different from intrinsic motivation. For instance, employees 
receive a bonus or a reward from the company when they contribute a positive 
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achievement to the business. The bonus is considered as an economic factor. 
Besides, it is also an extrinsic motivation because it comes from an external 
component. Meanwhile, training helps employees to widen their knowledge and 
improve their competencies. It improves their self-confidence and self-fulfillment. 
It is not only related to non-economic motivation but also intrinsic motivation. As 
a result, the author only chose either economic and non-economic motivation or 
extrinsic and intrinsic motivation to analyse the case study. Similarly, the positive 
motivation resembles other motivations when it describes the giving recognition, 
offering the rewards, or promotion as its methods. Therefore, the author also does 
not utilize this theory in Chapter 6 in order to prevent repetition. Last but not least, 
some negative motivation can demotivate employees. The author decides to not 
use this type of motivation as well although it was mentioned in the theoretical 
part. It is believed that demotivation factors help employees follow the regulations 
strictly in order to avoid punishments. However, it can bring pressure and even 
loss of motivation for employees. Therefore, the researcher does not deeply 
analyse this factor in order not to digress from the objectives of the thesis. 
Instead, the demotivation factors are utilized as a foundation to find suitable 
improvements and prevent problems.  
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5 BACKGROUND INFORMATION OF CASE STUDY 
5.1 Organizational Structure at ICDN 
The organizational structure is a system that illustrates how certain activities are 
directed in order to achieve the goals of a business (Kenton 2020). At ICDN, the 
organizational structure is complicated due to the huge amount of workforce 
(Table 3).  
Table 3. Organizational Chart of ICDN in 2017 (InterContinental Danang Sun 
Peninsula Resort 2019) 
 
Table 3 shows the organizational chart of InterContinental Danang Sun Peninsula 
Resort in 2017. Although it was in the past, the structure was not simple. It has 
even been expanded and upgraded after that.  
It can be seen that the management system of ICDN is tight and close. In specific, 
there was a general manager and resort manager who take responsibility for all 
the operations of the business. They are foreigners. Furthermore, each main 
department had a director governing and being responsible for all results of their 
department. Because of the huge number of employees, the company had 
different levels to classify the rank of the workforce. Obviously, the staff with a 
higher-level would manage, assign the tasks, follow-up, as well as give feedback 
to their subordinates. That was a basic procedure of the management system at 
ICDN. When being a trainee in the resort, the author recognizes that the business 
has an excellent strategy in the management system. The managers have 
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meetings weekly to discuss the business performance find solutions to solve 
problems in relation to financial and non-financial issues. Moreover, there is an 
internal meeting in each department once a month so that the staff is able to 
acknowledge the current business situation, as well as prepare and take action 
for the future.    
5.2 Human Resource Structure at ICDN 
5.2.1 Classification of Workforce by Age 
At ICDN, the average age is classified as three main groups by departments, age, 
and gender. This was classified from the answers of 860 respondents including 
permanent employees, permanent casual employees, outsourced employees, 
and trainees. The average age of labours is from 28 to 36 years old. In which, 
females are from 20-30 years old while males are 30-45 years old. The people 
working in the front office are younger than manual labours since they directly 
interact with customers, and the managers are older than other levels. The 
average age is classified by department at ICDN (Table 4).      
Table 4. Classification of Average Age by Department (n=860) (InterContinental 
Danang Sun Peninsula Resort 2019) 
 
From table 4, it can be seen that the old generation is working Engineering 
Department while Front Office and Club Departments attract the young 
generation. The difference is the characteristics of the job. Engineering is related 
to manual labours. It requires meticulousness and deftness. The working 
environment of engineers is safe and well equipped for tasks. Meanwhile, staff 
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working in the Front Office have to directly interact with customers. Most of the 
customers at ICDN are foreigners. Communicating in English is basically 
required. Also, they have to be agile and quick-witted in solving the customers’ 
problems to make sure of delivering memorable experiences. These employees 
expect to have a friendly and supportive working environment as well as to be 
promoted in the career path. Besides, the average age is categorized by level 
(Table 5). 
Table 5. Classification of Average Age by Level (n=860) (InterContinental 
Danang Sun Peninsula Resort 2019) 
 
The average age is higher from the lowest to the highest order. It can be easily 
understood because it requests the managers to be well experienced and skilled. 
As a result, the employees who would like to get a higher position in the future 
need to improve their skills and experiences. Moreover, the average age is sorted 
by gender (Table 6). 
Table 6. Classification of Average Age by Gender (n=860) (InterContinental 
Danang Sun Peninsula Resort 2019) 
 
It can be seen that the male is older than female in general at ICDN. In the 
hospitality industry, females usually take responsibility for interacting and 
communicating with customers while males are responsible for heavy tasks, or 
security and kitchen. With these characteristics of tasks, it is an understandable 
reason why females are younger than males at the resort. 
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5.2.2 Classification of Workforce by Gender 
At ICDN, a number of males and females were nearly 100-people different. In 
which, there were 270 females and 360 males. The females more concentrate on 
customer services such as housekeeping, waitress, and guest services while 
male focuses on kitchen and security. The table below only showed the number 
of males and females according to the permanent employment contract because 
other employment contracts are not fixed all time, especially zero-hour contracts 
(Figure 2). 
 
Figure 2. Classification of Workforce by Gender at ICDN (n=630) 
(InterContinental Danang Sun Peninsula Resort 2019) 
5.2.3 Classification of Workforce by Educational Background 
Education is another issue in relation to employee motivation. The table below 
represents the results classified by educational background of 860 respondents 
who were working at ICDN in 2019 (Figure 3). It did not include people working 
with a zero-hour contract.  
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Figure 3. Classification of Respondents by Educational Background (n=630) 
(InterContinental Danang Sun Peninsula Resort 2019)  
From the study, it was found that 35.9% of the respondents (n=227) owning the 
degree from a university. 17% (n=107) indicated that they held a college’s degree 
while 21% (n=132) represented that they graduated from vocational education. 
The rest, 26.1% of the respondents, (n=164) expressed that they did not study 
higher after leaving out of high school. In general, the educational background of 
the hospitality industry, specifically at ICDN, was diversified.  
5.2.4 Classification of Workforce by Employment Contract 
There are several employment contracts including permanent contract, 
permanent casual contract, outsourcing contract, and trainee. In particular, there 
is a type of employee called daily casual. They are known as zero-hour contracts 
although they do not sign any contracts or commit to the business. The definitions 
of the different employment contracts were described in Subchapter 3.6 of this 
thesis. The huge number of employees at ICDN are classified by the employment 
contracts (Figure 4). 
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Figure 4. Classification of Workforce Based on Employment Contract in 2019 
(n=860) (InterContinental Danang Sun Peninsula Resort 2019) 
The number of daily casual employees is known as the number of zero-hour 
contracts was not illustrated on the chart due to the characteristic of this contract. 
It changes every day, and it is not a fixed number. Therefore, the chart only shows 
the number of employees based on different contracts in 2019. In specific, 630 
employees directly signed the contract with ICDN while 180 people were 
employed by an outsourcing company. Furthermore, 30 employees worked under 
6 months and 20 trainees had their internship in the business. 
It can be seen that the number of employees signing infinite contracts was higher 
than other contracts at ICDN. The rate of outsourced employees was second 
highest. Since permanent casual employees just worked for six months in order 
to replace the employees having maternity leave, the number of these types of 
employees was not huge. There were 20 trainees in total at ICDN. They included 
international and local people.   
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6 CURRENT APPROACHES TO MOTIVATE EMPLOYEE AT ICDN 
6.1 Approaches Based on Non-Economic Motivation 
6.1.1 Training 
Training is defined as a process through which employees enhance and develop 
their efficiency, capacity, and effectiveness at work by improving and updating 
their knowledge and understanding the skills relevant to their jobs. Training is 
helpful for both the business and the employees themselves. From the 
employers’ perspective, it helps to create productivity, better management, and 
higher morale. From the employees’ viewpoints, on the other hand, it brings more 
new skills and knowledge. Then it leads to higher productivity and salary. It 
prepares for the promotion in the future as well. It can be seen that training is one 
of the best methods to motivate employees and bring benefits to the business. 
(Krishali 2020.) 
The employees of ICDN are trained during the time they work at the resort. With 
the new employees, they are welcomed before the on-boarding day. The 
company would call them to give a congratulation and inform the document they 
need for their work so that they can prepare carefully and completely. In the first 
three days, they have to take part in the orientation classes which are organized 
to introduce the business overall, the functions of each department, and the 
policies and benefits the employees obtain then they work at ICDN.  
Besides, in order to deliver the best experience to the customers, the employees 
are taught how to solve the problems based on the Standard Operating 
Procedure (SOP) of the corporation (Table 7). Standard Operating Procedure 
refers to the written procedure prescribed for repetitive use as a practice, in 
accordance with agreed-upon specifications aimed at obtaining the desired 
outcome (Business Dictionary 2020).  The quality is guaranteed when the SOP 
is implemented in the hospitality industry. Furthermore, SOP is described as step-
by-step instructions that act as guidelines for employee work processes. When 
employees follow the SOP, they produce a product that is consistent and 
predictable. (QuickBooks Canada Team 2020.) 
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Table 7. Five Steps of Solving Problems Based on SOP of IHG ((InterContinental 
Danang Sun Peninsula Resort 2020) 
 
All employees, particularly those who directly interact with customers, have to be 
trained with this procedure. There is an audit visiting the resort randomly without 
any announcement before. Therefore, implementing and following the SOP is 
necessary to get the high points from the audit. It helps to improve the brand 
image of ICDN. In addition, training helps employees themselves to feel confident 
and understand what they actually need to do when the problems happen. Each 
department also has its own SOP to follow.  
Also, ICDN organizes a lot of training programs every month. The sample of the 
training program is illustrated in Appendix 3. It is a training schedule in December 
2019. After participating in the training programs of the corporation, the 
employees would receive a certificate as a motivational award so that they 
continue to contribute to the business. The certificate is shown in Appendix 4.  
Finally, in addition to training for permanent employees, people working with the 
zero-hour contract are trained in their own department. This is one of the reasons 
why the respondent of the semi-structured interview would like to engage and 
work at ICDN.  
[…] When I work at ICDN, I was trained on how to serve the customers, how 
to interact with them. (S6) 
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Obviously, InterContinental Danang Sun Peninsula Resort gives a lot of 
opportunities for employees to grow and develop their career competencies. 
Although people working with a zero-hour contract do not any engagement and 
commitment to the business based on the official document, they are trained and 
taught how to apply STOP into their work to feel self-confident and deliver the 
best experiences to customers. It extremely helps with employee motivation.  
From the manager’s perspective, they think that  
[…] I believe that training helps my subordinates feel comfortable and 
confident when they accomplish their tasks. It will be unreasonable if they 
get punishments before being trained. (S1) 
When being punished, the employees will lose their motivation at work. Even, 
they feel disappointed with their managers and supervisors, especially they have 
not been trained on how to solve those problems before. On the contrary, the 
employees feel not only self-assured when answering the questions’ of the gusts 
but also hopeful for getting promotion in their career future.  
6.1.2 Acknowledging Tasks and Responsibilities 
Job description (JD) is a document that lists the main duties, responsibilities, 
reporting relationships, working conditions, and supervisory responsibilities 
(iEduNote 2020). It plays a vital role to motivate employees since the employees 
are able to acknowledge what they need to do and the candidates can prepare 
well for a job. Besides, job description brings numerous advantages for both 
employers and employees. It allows employees to know the general nature of the 
work, responsibilities, and duties. Furthermore, it helps employees connect duties 
with outcomes and accountabilities during performance evaluations. (Jencarsen 
2012.)  Last but not least, the job description also highlights the workload of 
employees. Therefore, they enable to be focused and motivated when they know 
exactly what they need to do.  
There is a job description for employees to read before signing the contract with 
ICDN. It is attached in Appendix 5. There are two copies for both the employer 
and employee. After signing this, the employee would send it back to the Human 
Resource Department in order to save the employee’s profile.  
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[…] I will not understand what my tasks are if I do not have a job description. 
(S3) 
[…] The job description of ICDN is well-written when it describes the details 
such as the job band, department, the person in charge, job overview, and 
the duties and responsibilities […] It helps to know not only what I need to 
do but also who I can report if the problems happen. (S4)  
A well-written JD defines and highlights the most vital elements for the 
employee’s position. The factors of a great JD consist of brief information, 
purpose, main duties, and responsibilities, as well as organizational relationships. 
(Zafar 2019.) It can be seen that ICDN has an excellent JD when it describes all 
the information the employees need to know.  
6.1.3 Review and Evaluation for Growth 
Communication is always essential in all businesses. Employee review is one of 
the methods to make a two-way conversation between the employer and 
employee. The objective of employee evaluation is to measure job performance 
(Mayhew 2019). Employee review is necessary and it brings diversified benefits 
for the company. It helps employees set the right goals, and achieve them easily. 
Additionally, the employees can acknowledge their strengths and weaknesses at 
work through their managers’ feedback, then they develop more professionally 
and personally. (Singh 2018.)  
All businesses apply this method for both measuring individual’s performance 
and motivating employees. InterContinental Danang Sun Peninsula Resort is not 
an exception. The purpose of employee evaluation at ICDN is to analyse the 
quality of work. Then it becomes an official document for the promotion process, 
increasing salary, and giving a reward. Also, it is a foundation for making a 
decision on whether the employment contract continues or not.  
In detail, the employee evaluation process at ICDN includes four stage (Figure 
5).  
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Figure 5. Procedure of Employee Evaluation at ICDN (InterContinental Danang 
Sun Peninsula Resort 2020) 
It can be seen that ICDN always evaluates its employees after a quarter. In the 
first month of the year, it is time for employees to set their goals in the career 
path. Then, the evaluation is conducted after each quarter, and the year-end 
review is the most important stage. The sample of IHG’s employee review is 
shown in Appendix 6.   
There is a two-way conversation. In addition to the feedback from managers, 
colleague comments are mentioned in the review form. It means that the 
company focuses on listening to their employees. They not only provide their 
opinions and evaluations but also receive feedback from their subordinates as 
well as allow the employees to make a self-assessment.  
[…] Promotion is one of the motivation factors at ICDN […] We, managers, 
have a tool to evaluate the potential employees so that we can promote 
them if they contributed to the business performance well. (S1) 
At InterContinental Danang Sun Peninsula Resort, it has a template to review the 
talents (Table 8). This template helps management team have a clear vision and 
criteria to assess the performance of the employees precisely. 
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Table 8. Talent Review of ICDN (InterContinental Danang Sun Peninsula Resort 
2019) 
 
The company has a clear process in the promotion. The employees would be 
equally treated and promoted when they have excellent performance. It cannot 
make a mistake regarding the promotion process when all factors are based on 
the system and standards. Also, when understanding clear steps to be promoted, 
the workforce would gain the motivation to get a higher position in their career by 
following and accomplishing the tasks in the right direction.  
6.1.4 Working Environment 
InterContinental Danang Sun Peninsula Resort is an international business. 
Therefore, working for this company gives numerous opportunities for learning 
and developing the employees’ skills, especially English skills.  
[…] I can practice my English skills when I work at ICDN. I am still a student; 
therefore, I entirely would like to improve and learn my English skills a lot. 
(S6) 
Besides, becoming an employee at ICDN would be a pride of an employee due 
to its brand image and its rank amongst the best resorts in the world. It also 
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means there is a diversity of well-experienced and skillful employees. As a result, 
a new employee enables to learn the experiences of their seniors. In particular, 
with an open and friendly working environment at ICDN, a trainee can accumulate 
lots of knowledge and develop skills. 
[…] Before being an official employee, I used to a trainee at ICDN […] It was 
a chance for me to learn a lot from my managers and supervisors. They are 
good leaders. They are open-minded when guiding me and giving me useful 
feedback. (S3) 
[…] I love the working environment and my co-workers. They are supportive. 
That is one of the methods to motivate employees, I think. (S5) 
There are five winning ways of IHG. These factors are considered as the business 
culture at ICDN (Figure 6). 
Figure 6. Five Winning Ways of IHG (InterContinental Danang Sun Peninsula 
Resort)  
Thanks to the business culture, ICDN has one of the excellent working 
environment, particularly in the hospitality industry. Two factors, “show we care” 
and “work better together” are to create a supportive working atmosphere in the 
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company. Workers cooperate and support each other in order to make 
productivity and deliver memorable experiences to guests.  
Furthermore, the employees of ICDN are not only Vietnamese but also 
foreigners. The rage of age and educational background are various. Celebrate 
differences means no discrimination in the workplace. It requires all people to 
have respect for each other. They should not discriminate from other people who 
have a different background. Discrimination is a negative image. As a result, 
working at ICDN helps employees feel comfortable. They are not afraid of 
inequity.  
Last but not least, the business offers all the necessary equipment for employees. 
When being a trainee, the author has an opportunity to experience at ICDN. In 
specific, due to the geographic location of the resort, the business has internal 
transportation for employees to easily transport among each point. The internal 
transportation is called electric tourist car. It helps employees go to their 
workplace easily. Internet, computers, meals, and transportation are benefits the 
company provides for employees so that they are completely supported to 
accomplish their tasks. Also, the working environment always ensures safety. 
Specifically, the nurse service is 24 hours. Therefore, they can immediately 
support if an employee has an accident unintentionally.  
It is shown that the working environment and business culture definitely inspire 
the employees. It provides more play, purpose, potential, and less pressure, as 
well as produces better customer outcomes. (McGregor & Doshi 2015.) 
InterContinental Danang Sun Peninsula Resort successfully builds and maintains 
its business culture until now.  
6.2 Approaches Based on Economic Motivation 
6.2.1 Giving Recognitions  
Employee recognition is the open acknowledgment and expressed appreciation 
for employees’ contributions to their organization (Bonusly 2020). All people need 
appreciation. Employees respond to appreciation expressed through recognition 
of their good works because it confirms their work is valued by others (Harrison 
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2020). One of the biggest motivators is to create high-esteem for employees. The 
best way is to recognize the achievements of employees. It helps employees 
happier from the worker’s perspective while the recognition improves employee 
retention in the employer’s viewpoint. (Andriotis 2018.) 
There is a diversity of methods to recognize the employees’ achievements at 
ICDN. Recognition card is one of the ways ICDN implements to encourage the 
employees. When the staff accomplish their tasks well and achieve excellent 
results for the business, they will receive the recognition cards. Then, they can 
exchange the points in those cards with the rewards. The table below shows the 
points of recognition cards commensurate with rewards (Table 9). 
Table 9. Recognition Card (InterContinental Danang Sun Peninsula Resort 2020) 
 
The illustration of the recognition card is attached in Appendix 7. ICDN has spent 
a huge amount of money in relation to employee recognition to motivate its 
employees (Table 10). 
[…] We always try to encourage the spirit of the employees. Therefore, we 
do not hesitate about create the budget for this program although we have 
to spend a lot of money […] We believe that the business performance will 
be improved when the motivation of employees increases. (Respondent 2) 
Table 10. Redemption of Recognition Card (InterContinental Danang Sun 
Peninsula Resort 2019) 
 
44 
 
There was VND 825,898,500 in total used for exchanging the recognition cards 
for employees. It can be seen that the business always makes an effort to 
recognize the employees’ achievements and contributions as well as improve 
their happiness and job satisfaction. It helps to retain valuable capital.  
In addition to recognition cards, the performance of the employees can be 
acknowledged by the reward. It also is known as the best employee or manager 
of the month and the best employee or manager of the year. The certificate of the 
best employee of the month at ICDN is shown in Appendix 8. Thanks to being a 
member of the Human Resource Department, the author recognizes that the 
managers directly choose the best employee in their department. Then, they will 
persuade other heads of department (HOD) to vote for the best employees based 
on the reasons the managers present. The evaluation and selection for the best 
employee or the best manager are monthly organized. 
6.2.2 Monetary Incentives 
Money is a fundamental motivator for all employees in all industries including the 
hospitality industry. A salary is a sensitive topic; therefore, it is not deeply 
analysed in this thesis. A salary is a form of payment from an employer to an 
employee. It is also defined as remuneration paid to employees who work on a 
monthly or annual basis. This factor is considered as an essential motivator of 
some employees. They will feel satisfied and motivated when there is an increase 
in the salary given. (Assari, Desa, & Subramaniam 2019). Besides, the rise in 
salary resembles a recognition for the employees’ achievements and 
contributions. This is extrinsic motivation. At ICDN, the business offers a good 
strategy in relation to the basic salary for its workforce compared to the 
competitors in the market. The increase in salary is evaluated based on the 
employee’s performance and contribution.  
Particularly, a service charge is one of the competitive aspects of the hospitality 
industry. Service charge is a fee collected to pay for services related to the 
primary product or service being purchased (Kenton 2019). Due to the targeted 
customers, a service charge of ICDN is always higher than other businesses. It 
attracts a lot of people applying for a job and working at ICDN. It is a financial 
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incentive for all people. Furthermore, at ICDN, the service charge is 5% of the 
total revenue. Therefore, the revenue affects the amount of service charge the 
employees receive monthly. It is an extrinsic motivator for staff to make an effort 
to improve business performance. Nevertheless, the service charge is not the 
same with all types of employment contracts. It depends on the contract, the 
amount of money in relation to service charge is different. In specific, the 
permanent employees receive 100% of service charge while outsourced 
employees receive only 25% of this fee. This can be a negative motivation from 
the outsourced employee’s perspective. They need to try to become a permanent 
employee at ICDN.  
With people working in Front Office, they directly serve, satisfy, and interact with 
customers. The tip is another bonus they daily receive. The higher satisfaction 
the guests feel, the more chance the employees receive the tips. Therefore, it is 
stimulation for staff to deliver the best experience to guests. It also improves the 
brand image and business performance for ICDN.  
Last but not least, the bonus is always discussed in this topic. There is a 
diversified bonus system at ICDN. The bonus is based on holidays, seniority, the 
best employees, end-of-year bonus, and New Year Eve. In addition, the amount 
of money is spent on some reasonable reasons (Table 11). 
Table 11. Bonus for Reasonable Day-off at ICDN (InterContinental Danang Sun 
Peninsula Resort 2019) 
 
It is shown that ICDN is interested in both employees and their families. Although 
the employees have day-off, they receive the amount of money being considered 
as an encouragement.  
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6.2.3 Benefits of Employees 
The owner of InterContinental Danang Sun Peninsula Resort is Sun Group. Apart 
from this luxurious resort, it owns other assets such as resorts, theme parks, and 
real estate projects. The internal visit is one of the methods to motivate 
employees working for Sun Group. The workforce can visit many places owned 
by Sun Group with their family members without paying any entrance fee. The 
places are Sun World Ba Na Hills, Sun World Danang Wonders, Sun World 
Fansipan Legend, Sun World Halong Complex, and Sun Wolrd Hon Thom. Also, 
ICDN is one of the best resorts all over the world. The staff and their family can 
have a chance to visit the sort as a tourist destination. With the visitors who do 
not stay at the resort, they have to buy the ticket which is worth VND 900,000 
VND per person to visit ICDN.  
[…] I am interested in all places of Sun Group. My family is not rich. 
Therefore, working at ICDN, I have opportunities to visit these places. (S4) 
[…] I am not a local person. I live with my colleagues at Sun Home. It is 
offered by ICDN. I am so happy when I can live with my co-workers. (S5) 
Also, free transportation, accommodation, and meals are offered for employees. 
Due to the location of the resort, it is located on the mountain. Understanding the 
difficulty of employees in transporting, the bus is provided to pick the employees 
up from the city centre to the resort so that they can work on time. It does not 
impact on the timekeeping. Regarding accommodation, numerous employees 
are not local people. The company also supports the accommodation for 
employees so that they do not worry about the expense of housing. Furthermore, 
some employees have to work at night because the hospitality industry is a 24-
hour service. The cafeteria of the company always prepares the meals for 
employees in three main shifts including breakfast, lunch, and dinner.  
[…] Although I work with the zero-hour contract at ICDN, I am always feel 
guaranteed thanks to the 24-hour accident insurance. (S6) 
[…] We, managers, are interested in not only our employees but also their 
family members. Therefore, we buy insurance for the workforce who have 
been working in the business for a long time. (S1) 
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Finally, insurance is another competitive motivator compared to other resorts and 
hotels in the city. The company offers many insurances as other businesses. 
Apart from the 24-hour accident insurance, health insurance, labour insurance, 
and unemployment insurance, the most competitive ones are Bao Viet Insurance 
and 24-hour accident insurance. Regarding Bao Viet insurance, it is not only for 
employees themselves but also for their family members. The workforce will feel 
the interest of the enterprise. In particular, if a family is one of the employee’s 
priorities, this benefit will raise their motivation and loyalty. In terms of 24-hour 
accident insurance, although the employees have an accident outside, they still 
get the compensation from the insurance company. It is beneficial for the 
employees because there are no guarantees in life.  
6.3 Suggestions for Motivating Employees at ICDN.  
To analyse and give the appropriate suggestions for the business, the SWOT 
analysis tool is utilized to identify the strengths, weaknesses, opportunities, and 
threats of ICDN (Table 12).  
Table 12. SWOT Analysis of ICDN 
 
In general, ICDN has excellent strategies for motivating employees. There are 
three main stages in human resources management. They are recruitment, 
training and developing, and retaining process. With the first stage, the brand 
image and its reputation are able to attract numerous potential guests. Then, the 
training programs are frequently organized to develop this valuable capital. It 
helps to improve the business performance as well as increase the awareness, 
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knowledge, and career competencies of the employees. To retain the employees, 
the growth is evaluated impartially at ICDN.  
However, the policies and benefits among the employment contracts are 
different. As mentioned above, the service charge is differently given to 
employees. The permanent employees receive 100% of the service charge while 
the outsourced employees receive only 25% of this. The problem is the fact that 
the workload is the same between official employees and outsourced employees. 
Therefore, the business can lose a number of employees if the policies cannot 
be enhanced and edited.  
Besides, when being a trainee, the research does not receive any fee such as 
salary or service charge although trainees have the same workload with the 
official employees. Trainees enable to learn a lot of knowledge and practical skills 
in the business. However, the internship contract lasts at least three months. 
Especially, trainees working in the Human Resources Department have to sign 
the six-month contract. It is fairly difficult for people who have a problem with 
regard to financial issues. Additionally, the budget for people working with the 
zero-hour contract is huge, particularly when the resort has a high occupancy. 
This workforce does not commit to the company. Therefore, instead of using the 
budget for uncommitted employees, this can be used for trainees who are trained 
professionally. It brings the high-qualified staff and committed to ICDN. The 
business can run the operation smoothly. The satisfaction of employees at ICDN 
is proven through the results of the survey from 2013 to 2019 (Figure 7).    
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Figure 7. Survey of Employees’ Engagement at ICDN (n=630) (InterContinental 
Danang Sun Peninsula Resort 2019) 
The survey was conducted following the regulation of IHG. There were two times 
for receiving the opinions of 630 permanent employees with regard to the 
engagement and commitment of the workforce at ICDN. The result met the target 
of the business in 2019. It can be seen that there were a lot of strategies in terms 
of human resources management at InterContinental Danang Sun Peninsula 
Resort. However, the results of the respondents regarding the commitment of 
employees was not 100% due to some reasons. 
[…] Since I have worked at ICDN for 2 years, I have visited all places of Sun 
Group […] I feel a little bored when repeatedly visiting these places. (S4) 
The employees receive the same benefits every year although the budget for this 
welfare is huge. They still do not recognize it. They do not feel motivated with all 
repeated things. They want to experience other things. It extremely requires the 
creativity of people working in the Human Resource Department.  
Besides, InterContinental Danang Sun Peninsula Resort is a large-scale 
business. It has more than 1,000 employees. Therefore, a one-on-one meeting 
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or interacting with each individual is impossible. Communication between 
managers and employees sometimes is a problem of the business. Therefore, 
sometimes the staff working in the Human Resources Department can listen to 
other staff from other departments. Then, they are able to acknowledge what is 
happening in the business.  
Additionally, each type of employee has different desires. For instance, trainees 
would like to learn numerous practical lessons in order to improve their career 
skills and gain experience. The knowledge and skills would be their strengths in 
the future. From the permanent employees’ perspective, they want to be 
promoted to get a higher position in the business. Therefore, having a clear 
growth is their priority. Some people are interested in their family members. It is 
necessary for taking care of not only the employees but also their family. It 
depends on the priorities. Then, the company needs to acknowledge and provide 
these demands accurately for each individual if possible.  
Furthermore, InterContinental Danang Sun Peninsula Resort is an international 
business. There are a lot of foreigners working in this enterprise. Therefore, it 
would be encouraged and motivate global workers when the cafeteria offers 
some international dishes such as a sandwich, cheese, or salad. This can help 
them not to be much homesick and they feel that they have been cared thanks to 
the benefits of the business.  
Last but not least, the hospitality industry is a 24-hour service. As a consequence, 
the work-life balance plays an important role for employees. The health and spirit 
are needed to be interested in. Especially, when there is high occupancy, all staff 
of the resort have to actively and enthusiastically work. Their contribution to the 
success and the brand image of the business is huge. It is actually necessary to 
recognize their effort. Besides, the employees also need to have the time with 
their friends and family or they have time to take a resort after working hard. As 
a consequence, the policy with regard to work-life balance needs to be 
considered.  
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7 CONCLUSION 
The objective of the thesis was to discover the essence of employee motivation 
and the methods of motivating and retaining the human capital in the business, 
specifically in InterContinental Danang Sun Peninsula Resort. ICDN was not only 
the author’s training place but also the commissioner of this study. Before writing 
the thesis, a variety of material from numerous sources such as books, ebooks, 
online sources, and articles were studied. The theory part discusses the concepts 
of motivation and demotivation, the importance of employee motivation, the 
definitions of the hotel and the resort, and the methods of motivating employees. 
It can be seen that the knowledge was carefully prepared before analysing the 
case study in the practice. 
The research questions are: how important employee motivation is at a big resort 
like ICDN; and how to retain this valuable capital in a competitive market like in 
Danang city. Obviously, the answers to these questions were analysed above. In 
specific, the motivated employees extremely contributed to the success of the 
business while the motivated employees bring the opposite results. They would 
whole-heartedly work for the business. Therefore, effectiveness and efficiency 
are improved. Furthermore, there is a diversity of methods in motivating 
employees to be presented in the content. These include communication 
between managers and employees, recognition for the employees’ achievements 
and contribution, or giving them a room to develop in their career path. The 
reasons why employees would like to commit to ICDN are the leadership, working 
environment, as well as policies and benefits.  
The qualitative research methodologies including semi-structured interviews and 
participant observation are used for this thesis. Specifically, the semi-structured 
interviews were conducted with six people. In which, two are managers and 
others are employees. Therefore, the results can be compared in terms of the 
opinions of leaders and the thoughts of subordinates. Then, the solutions were 
given also. However, the answers from the interviewees were not much different 
at ICDN. Therefore, it can be proven that ICDN has an excellent management 
strategy. Furthermore, when being a trainee at ICDN, the author personally 
experienced the policies and benefits in the business. Also, working in the Human 
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Resources Department offered opportunities for the researcher to interact, 
understand, and have a big picture of the company.  
However, although ICDN has been implementing excellent strategies, the 
satisfaction of all employees was not 100% according to the results of the survey. 
Many suggestions consist of changing the benefits and finding ways to 
communicate with employees frequently. It can be understood that 
communication with each individual in a large-scale business like ICDN is 
significantly difficult. However, the staff can have meals with their co-workers or 
subordinates. Then, they can more understand the employees’ wants and needs 
in their work. Changing the benefits will take much time. It requires creativity and 
the budget is a problem in this situation. However, it helps employees not to be 
bored with the repeated things every year. Then, the employees no longer feel 
appreciated with the benefits of the company.  
The results of the thesis are helpful for the author and the commissioner. The 
author is able to both widen knowledge on this topic and get own experience in 
this area when training here. The information of the study is to help the 
commissioner to more understand what the employees think and feel about the 
company. The management team can find better solutions or maintain these 
strategies in managing human capital. Despite the fact that there is still a 
challenge in conducting this thesis, in terms of the language, the thesis has been 
completed thanks to the support of supervisors and commissioner. With the 
information of the thesis, the author hopes that it can help the commissioner to 
have more opinions to improve employee motivation in the business.   
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Appendix 4. Certificate after Completing Training Program 
 
  
10/23/2019 https://mylearning.ihg.com/content/prodencryption/nEH28elvh9vPTw_CSm4d2Q/1571823230/0172N0F1Vm0xdUVMaGpvdERlWHdVcmtUN…
https://mylearning.ihg.com/content/prodencryption/nEH28elvh9vPTw_CSm4d2Q/1571823230/0172N0F1Vm0xdUVMaGpvdERlWHdVcmtUN2xLTDAzN0Y3… 1/1
 
 
This certificate is presented to
Thu Nguyen
who has successfully completed
 Code of Conduct Training
 awarded on 23-OCT-2019
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2019 in Review/ Đánh giá cuối năm 2019  
ExCom/Supervisor (H02-H07)/ Quản lí và giám sát viên (Cấp bậc 02-07) 
 
Name/ Họ Tên:  
 
Position/ 
Chức vụ: 
 
 
Manager name/ 
Người quản lí: 
 
 
Review date/ 
Ngày đánh 
giá: 
 
 
 
Self-review/ Tự đánh giá 
Summarise below, in no more than 200 words, how well you feel you have performed throughout the year against 
agreed goals, leadership competencies and development . Remember to give specific examples to illustrate your 
achievements. 
Bạn hãy nêu tóm tắt, không quá 200 từ, bạn cảm thấy đã làm việc tốt như thế nào trong cả năm vừa qua đối với các 
mục tiêu đã thống nhất, các năng lực lãnh đạo và sự phát triển của bạn. Hãy đưa ra các ví dụ cụ thể để minh họa 
các thành tích của mình. 
Performance summary / Tóm tắt đánh giá công việc:  
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Manager’s assessment/ Quản lí đánh giá 
Summarise below, in no more than 200 words, how well you feel this colleague has performed throughout the year 
against agreed goals, leadership competencies and development . Give specific examples to support your comments 
in respect of achievements or areas of focus. 
Hãy nêu tóm tắt, không quá 200 từ về việc người được đánh giá đã làm việc tốt như thế nào trong cả năm qua đối với 
các mục tiêu đã thống nhất và các năng lực lãnh đạo và sự phát triển cá nhân. Hãy nêu các ví dụ cụ thể để hỗ trợ 
phần nhận xét của bạn về các thành tích hoặc các lĩnh vực cần phải tập trung trong thời gian tới. 
 
Performance summary/ Tóm tắt đánh giá công việc: 
 
Performance descriptors/ Mô tả kết quả công việc  (Please select one/ Vui lòng chỉ chọn 1 ô) 
Mixed/ Trung bình khá (achieved 5 below out of 10/ Đạt được ≤ 5/10 mục tiêu) ☐   
Strong/ Tốt (achieved 6,7 out of 10/ Đạt được 6,7/10 mục tiêu) ☐   
Exceptional/ Xuất sắc (achieved 8,9,10 out of 10/ Đạt được 8,9,10/10 mục tiêu) ☐  
     
Manager’s signature: 
Chữ kí quản lý:  
 
Date: 
Ngày: 
      
 
  
 
  
 
I have reviewed this document with my manager and I understand that I may attach any additional written comments, which will 
become part of this performance review record.  
Tôi đã xem bản đánh giá này cùng với quản lý của mình và tôi biết mình có thể gửi kèm theo đây các ý kiến bổ sung và nó sẽ là 
một phần của bản đánh giá công việc này. 
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Colleague comments/ Ý kiến người được đánh giá: 
      
 
     
Colleague’s signature: 
Chữ kí nhân viên:  
 
Date: 
Ngày: 
      
 
Performance Descriptors (for manager use)/ Mô tả kết quả công việc (dành cho 
quản lý) 
 
Mixed: 
There were opportunities for growth in 
your performance this year. You may 
have met all, or even exceeded, some of 
your goals yet there were opportunities to 
do more. Improved demonstration of one 
or more of our behaviours may have had a 
greater impact on our team and business. 
You would benefit from more action on 
your personal development resulting in 
greater progress. 
 
Trung bình khá: 
Bạn đã có những cơ hội để phát triển kết 
quả công việc của bạn trong năm nay. 
Bạn có thể đã đạt được tất cả, hoặc thậm 
chí vượt trội. Tuy nhiên có một số mục 
tiêu bạn đã có thể làm tốt hơn nữa. Cải 
thiện một hoặc một vài hành vi có thể có 
tác động lớn hơn đối với tập thể và kết 
quả kinh doanh của chúng ta. Bạn sẽ thu 
được nhiều lợi ích từ các hành động phát 
triển cá nhân của bạn. Để có thêm nhiều 
tiến bộ tuyệt vời hơn nữa, bạn nên có kế 
hoạch phát triển cá nhân cho mình. 
 
 
Strong: 
You’ve had a great year. Having met or 
exceeded your goals, and consistently 
demonstrated our behaviours, you should 
feel justifiably proud of your contribution 
to the success of our business. You have 
made very good progress with your 
personal development and shown consistent 
commitment to key focus areas. 
 
 
Tốt: 
Bạn đã có một năm tuyệt vời. Bạn đã đáp 
ứng hoặc vượt trội các mục tiêu của bạn, và 
luôn thể hiện thái độ chuẩn mực. Bạn cảm 
thấy tự hào về sự đóng góp của bạn cho sự 
thành công trong kinh doanh của chúng ta. 
Bạn đã đạt được tiến bộ rất tốt trong sự 
phát triển cá nhân của mình và thể hiện cam 
kết nhất quán với các lĩnh vực trọng tâm.  
 
Exceptional: 
What you’ve achieved this year is 
outstanding. You have had an 
exceptional impact on the success of 
our business and you are widely 
recognised as performing consistently 
higher than expectations. You inspire 
others by role- modelling our 
behaviours and you’ve demonstrated a 
significant and positive shift in the 
areas you’ve focused on in your 
personal development. 
Xuất sắc: 
Những gì bạn đạt được trong năm nay 
là xuất sắc nổi bật. Bạn đã có tác động 
đặc biệt đến sự thành công trong kinh 
doanh của chúng ta và bạn được mọi 
người công nhận luôn làm việc tốt hơn 
mong đợi. Bạn truyền cảm hứng cho 
người khác bằng cách làm tấm gương 
trong hành vi chuẩn mực. Bạn đã thể 
hiện rõ sự thay đổi đáng kể và tích cực 
trong các lĩnh vực bạn đã tập trung 
trong sự phát triển cá nhân của mình. 
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Our Leadership Competencies 
 
Be BrandHearted: Being BrandHearted is an attitude and a 
commitment that demonstrates the pride we have in our brands 
and the value we place on them. It means that our brands are at 
the centre of what we do and how we think. 
• How do you support and lead the team to bring the brand to 
life deliver IHG True Hospitality?  
 
 
Think Ahead: Knowing and feeling confident about what 
makes us distinctive and what it will take to win in our industry 
and become one of the world’s greatest companies.  
• How do you use industry, market and competitor knowledge 
to set direction now and in the future? 
• How do you inspire others to open up new ways of thinking? 
 
 
 
Champion Change: Leading and inspiring people to make the 
right change happen. Creating a dynamic culture that embraces 
progress and helps us to manage changes successfully. How do 
you lead and inspire others to make the right change happen? 
• How do you manage resistance and set a positive example 
through your own response to change? 
 
 
Lead and Develop (self and others):  
Leading, developing and motivating the team to accomplish 
great things, by creating the right environment and level of 
challenge. 
• How do you lead, develop and motivate the team to 
accomplish great things? 
• How do you show personal commitment to on-going 
learning for yourself and others? 
 
 
 
 
 
Yêu Thương Hiệu:  Yêu thương hiệu là thái độ tích cực và 
cam kết thể hiện sự tự hào về Thương hiệu và các giá trị của 
chúng ta. Điều này có nghĩa là, Thương hiệu luôn là trung tâm 
của những hành động và suy nghĩ của chúng ta.  
• Bạn làm cách nào để hỗ trợ và lãnh đạo nhóm của mình đưa 
Thương hiệu vào cuộc sống (Thực sự Sang trọng) và mang 
đến Dịch vụ Chuẩn mực của IHG? 
 
 
Nghĩ trước một bước: Am hiểu và tự tin về những điều khiến 
chúng ta trở nên khác biệt và độc đáo, những yếu tố cần thiết 
để chiến thắng trên thị trường và trở thành một trong những 
công ty tuyệt vời nhất trên thế giới.  
 Bạn sử dụng kiến thức và hiểu biết của mình về ngành, thị 
trường và đối thủ cạnh tranh để thiết lập định hướng trong 
hiện tại và tương lại như thế nào?  
 Bạn truyền cảm hứng cho người khác để mở ra những cách 
suy nghĩ mới như thế nào? 
 
 
Làm chủ thay đổi: Dẫn dắt và truyền cảm hứng cho các 
thành viên khác để mang lại thay đổi đúng đắn. Tạo dựng văn 
hóa năng động chú trọng sự cải tiến và giúp chúng ta quản lí 
thay đổi một cách thành công. Bạn dẫn dắt và truyền cảm 
hứng cho người khác như thế nào để tạo ra những thay đổi 
đúng?  
 Bạn xử lý những phản kháng và gương mẫu thông qua phản 
ứng của chính mình với sự thay đổi như thế nào?  
 
 
Lãnh đạo và phát triển (bản thân và người khác): Lãnh 
đạo, phát triển và khuyến khích thúc đẩy tập thể xây dựng môi 
trường làm việc và mức độ thử thách hợp lí để đạt kết quả 
tuyệt vời. 
•Bạn lãnh đạo, phát triển và tạo động lực cho bộ phận mình 
phụ trách để đạt được những kết quả tuyệt vời như thế nào?  
•Bạn thể hiện cam kết cá nhân đối với việc học hỏi liên tục 
của bản thân và của người khác như thế nào?  
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Drive Results: Driving business results in an effective way, 
making accountabilities and performance expectations clear 
and inspiring others to deliver beyond expectations. Takes 
courageous decisions, working to resolve issues quickly and 
constructively. 
• How do you make decisions, working to resolve issues 
quickly and constructively? 
• How do you drive for business results making sure 
accountabilities and expectations are clear to others? 
 
 
Work Collaboratively: Building collaborative partnerships, 
relationships and networks to deliver great business outcomes, 
both inside and outside the organisation. Pro-actively sharing 
knowledge and ideas across teams, working together effectively 
to deliver our Vision. 
• How do you create an environment where best practices are 
shared and creativity can flourish? 
• How do you demonstrate the importance of building 
collaborative relationships? 
 
Định hướng kết quả: Định hướng dẫn dắt đạt kết quả kinh 
doanh theo hướng hiệu quả, làm rõ tính trách nhiệm và kỳ 
vọng đối với kết quả công việc, truyền cảm hứng giúp các 
nhân viên thực hiện xuất sắc hơn mong đợi. Đưa ra các quyết 
định dũng cảm, giải quyết vấn đề nhanh chóng và mang tính 
xây dựng.  
 Bạn ra quyết định, nỗ lực để giải quyết vấn đề một cách 
nhanh chóng và mang tính xây dựng như thế nào?  
 Bạn thúc đẩy kết quả kinh doanh bằng cách đảm bảo người 
khác hiểu rõ về trách nhiệm và kỳ vọng như thế nào?  
 
 
 
Hợp tác làm việc: Xây dựng mối quan hệ hợp tác và mạng 
lưới hỗ trợ nhằm mang lại kết quả kinh doanh tuyệt vời, bao 
gồm cả bên trong và bên ngoài tổ chức. Chủ động chia sẻ kiến 
thức và các tư tưởng với tập thể, hợp tác làm việc hiệu quả để 
đạt được Tầm nhìn của chúng ta. 
 Làm thế nào bạn tạo ra một môi trường trong đó mọi kinh 
nghiệm tốt đều được chia sẻ và sự sáng tạo được nuôi 
dưỡng?   
 Bạn thể hiện tầm quan trọng của việc xây dựng những mối 
quan hệ hợp tác như thế nào? 
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